PENGARUH AFTER SALE SERVICE TERHADAP REPEAT PURCHASE INTENTION: Studi pada Pengguna Nissan di Facebook by Muhamad, Rizki Ubaidilah
Muhammad Rizki Ubaidilah, 2018 
PENGARUH AFTER SALE SERVICE TERHADAP REPEAT PURCHASE INTENTION (Studi pada 
Pengguna Nissan di Facebook) 
Universitas Pendidikan Indonesia | repository.upi.edu | perpustakaan.upi.edu 
KATA PENGANTAR 
 
Puji dan syukur penulis panjatkan kepada Tuhan Yang Maha Esa yang 
telah memberikan berkah, rahmat, karena atas karunia dan kehendak-Nya 
sehingga penulis dapat menyelesaikan tugas penyusunan draft proposal.  
Skripsi yang berjudul Pengaruh’after sale serviceterhadap repeat purchase 
intention (studi pada pengguna Nissan di Facebook)”disusun untuk memperoleh 
temuan mengenai gambaran after sale service terhadap repeat purchase intention  
Skripsi ini dikerjakan penulis dengan sebaik dan seoptimal mungkin 
dengan harapan dapat bermanfaat. Apabila masih terdapat kekurangan dan 
kesalahan, dengan segala kerendahan hati penulis mengharapkan kritik dan saran 
yang membangun untuk dijadikan landasan perbaikan yang berguna bagi 
pengembangan ilmu pengetahuan. 
 
Bandung, Mei2018 
  
 
 
 
Muhamad Rizki ubaidilah 
 
 
 
 
 
 
Muhammad Rizki Ubaidilah, 2018 
PENGARUH AFTER SALE SERVICE TERHADAP REPEAT PURCHASE INTENTION (Studi pada 
Pengguna Nissan di Facebook) 
Universitas Pendidikan Indonesia | repository.upi.edu | perpustakaan.upi.edu 
 
DAFTAR ISI 
 
DAFTAR ISI........................................................................................................... ii 
DAFTAR TABEL...................................................................................................iv 
DAFTAR GAMBAR ...............................................................................................v 
BAB I PENDAHULUAN ...................................... Error! Bookmark not defined.  
1.1 Latar Belakang Penelitian ............................ Error! Bookmark not defined.  
1.2Identifikasi Masalah ...................................... Error! Bookmark not defined.  
1.3Rumusan Masalah ......................................... Error! Bookmark not defined.  
1.4Tujuan Penelitian........................................... Error! Bookmark not defined.  
1.5Kegunaan Penelitian...................................... Error! Bookmark not defined.  
BAB II KAJIAN PUSTAKA, KERANGKA PEMIKIRAN, DAN HIPOTESIS
................................................................................ Error! Bookmark not defined.  
2.1Kajian Pustaka ............................................... Error! Bookmark not defined.  
2.1.1Marketing................................................ Error! Bookmark not defined.  
2.1.2. Marketing Mix ...................................... Error! Bookmark not defined.  
2.1.3. Augmented Product .............................. Error! Bookmark not defined.  
2.1.4. After sale service................................... Error! Bookmark not defined.  
2.1.5. RepeatPurchase Intention ..................... Error! Bookmark not defined.  
2.2Penelitian Terdahulu ..................................... Error! Bookmark not defined.  
2.3. Kerangka Pemikiran .................................... Error! Bookmark not defined.  
2.3Hipotesis ........................................................ Error! Bookmark not defined.  
BAB III OBJEK DAN METODE PENELITIAN . Error! Bookmark not defined.  
3.1 Objek Penelitian ........................................... Error! Bookmark not defined.  
3.2. Metode Penelitian........................................ Error! Bookmark not defined.  
3.2.1. Jenis Penelitian dan Metode yang Digunakan .....Error! Bookmark not 
defined.  
3.2.2Operasionalisasi Variabel ....................... Error! Bookmark not defined.  
3.2.3. Jenis dan Sumber Data.......................... Error! Bookmark not defined.  
3.2.4. Populasi, Sampel, dan Teknik Penarikan Sampel ..... Error! Bookmark 
not defined.  
3.2.5 Teknik Pengumpulan Data .................... Error! Bookmark not defined.  
3.2.6Pengujian Validitas dan Reabilitas ......... Error! Bookmark not defined.  
Muhammad Rizki Ubaidilah, 2018 
PENGARUH AFTER SALE SERVICE TERHADAP REPEAT PURCHASE INTENTION (Studi pada 
Pengguna Nissan di Facebook) 
Universitas Pendidikan Indonesia | repository.upi.edu | perpustakaan.upi.edu 
3.2.7 Rancagan Analisis Data ......................... Error! Bookmark not defined.  
3.2.8 Rancangan Uji Hipotesis ....................... Error! Bookmark not defined.  
BAB  IV HASIL PENELITIAN DAN PEMBAHASAN .....Error! Bookmark not 
defined.  
4.1.Profil Perusahaan dan Karakteristik Respondent 4.1.1. Profil Perusahaan
 Error! Bookmark not defined.  
4.1.2Profil Konsumen ..................................... Error! Bookmark not defined.  
4.2.Tanggapan After Sale Service dan Dimensinya Pada Pengguna Nissan di 
Facebook. ........................................................... Error! Bookmark not defined.  
4.2.1.Dimensi Service Maintanance and Repair ...........Error! Bookmark not 
defined.  
4.2.2.Dimensi Guarantee................................ Error! Bookmark not defined.  
4.2.3.Dimensi Sparepart ................................. Error! Bookmark not defined.  
4.2.4.Dimensi Facility and Equipment ........... Error! Bookmark not defined.  
4.2.5Rekapitulasi Dimensi After sale Service. Error! Bookmark not defined.  
4.3.Tanggapan Repeat Purchase Intention dan Dimensinya .. Error! Bookmark 
not defined.  
4.3.1.Dimensi Kualitas ................................... Error! Bookmark not defined.  
4.3.2.Dimensi Merek ...................................... Error! Bookmark not defined.  
4.3.3.Dimensi Kepuasan ................................. Error! Bookmark not defined.  
4.3.4.Rekapitulasi Dimensi Repeat Purchase Intention Error! Bookmark not 
defined.  
4.4.Pengujian Hipotesis Pengaruh After sale service Terhadap Repeat Purchase 
Intention. ............................................................ Error! Bookmark not defined.  
4.4.1.Uji Klasik Regresi Linear Sederhana .... Error! Bookmark not defined.  
4.3.2.Analisis Regresi linear Sederhana ......... Error! Bookmark not defined.  
4.3.3.Analisi Koefisien Determinasi............... Error! Bookmark not defined.  
4.3.4.Uji Hipotesis Pengaruh After sale service Terhadap Repeat purchase 
intention Pada Pengguna Nissandi Facebook. Error! Bookmark not defined. 
4.4.Pembahasan Hasil Penelitian ....................... Error! Bookmark not defined.  
4.4.1. Pembahasan After Sale Service............. Error! Bookmark not defined.  
4.4.2.Pembahasan Repeat Purchase Intention  Error! Bookmark not defined.  
4.4.3.Pembahasan After Sale Service Terhadap Repeat Purchase Intention.
 Error! Bookmark not defined.  
4.5.Implikasi ....................................................... Error! Bookmark not defined.  
4.5.1. Temuan Penelitian Bersifat Teoritis ..... Error! Bookmark not defined.  
4.5.2.Penemuan Penelitian Bersifat Empiris .. Error! Bookmark not defined.  
Muhammad Rizki Ubaidilah, 2018 
PENGARUH AFTER SALE SERVICE TERHADAP REPEAT PURCHASE INTENTION (Studi pada 
Pengguna Nissan di Facebook) 
Universitas Pendidikan Indonesia | repository.upi.edu | perpustakaan.upi.edu 
4.6.Implikasi Pengaruh Hasil Penelitian After Sale Service Terhadap Repeat 
Purchase Intention pada Program Studi Pendidikan Manajemen Bisnis. ...Error! 
Bookmark not defined.  
BAB  V KESIMPULAN DAN SARAN ............... Error! Bookmark not defined.  
5.1. Kesimpulan.................................................. Error! Bookmark not defined.  
5.2. Rekomendasi ............................................... Error! Bookmark not defined.  
DAFTAR PUSTAKA ............................................ Error! Bookmark not defined.  
 
 
 
DAFTAR TABEL 
 
Tabel 1. 1 Peringkat 10 Besar Merek Mobil Dengan Penjualan Tertinggi Di 
Indonesia 2017 ....................................................... Error! Bookmark not defined.  
Tabel 1. 2Sale Satisfaction Index Rangking Market Brand 2013-2017..........Error! 
Bookmark not defined.  
Tabel 1. 3 Hasil Penjualan Nissan Tahun 2010-2017 ...........Error! Bookmark not 
defined.  
Tabel 1. 4 Jumlah Bengkel Resmi Merek Mobil Di Indonesia... Error! Bookmark 
not defined.  
Tabel 2. 1 Penelitian 
Terdahulu…………………………………………….........Error! Bookmark not 
defined. 
Tabel 3. 1Oprasionalisasi 
Variabel.......................................................................Error! Bookmark not 
defined. 
Tabel 3. 2Jenis dan Sumber Data........................... Error! Bookmark not defined.  
Tabel 3. 3 Hasil Pengujian Validitas Variabel X (After Sale Service) ...........Error! 
Bookmark not defined.  
Tabel 3. 4 Hasil Pengujian Validitas Variabel Y(Repeat Purchase Intetnion)
................................................................................ Error! Bookmark not defined.  
Tabel 3. 5 Hasil Pengujian Realibilitas .................. Error! Bookmark not defined.  
Tabel 3. 6Kriteria Penafsiran Hasil Perhitungan Respondent .... Error! Bookmark 
not defined.  
Tabel 3. 7Pedoman Untuk Memberikan Interpretasi Koefisien Determinasi .Error! 
Bookmark not defined.  
Tabel 4. 1 Profil Konsumen Nissan Berdasrkan Asal 
Kota………………….......Error! Bookmark not defined.  
Tabel 4. 2 Profil Konsumen Nissan Berdasarkan Tipe Mobil .... Error! Bookmark 
not defined.  
Tabel 4. 3 Profil Konsumen Berdasarkan Pengalaman Pembelian Ulang ......Error! 
Bookmark not defined.  
Muhammad Rizki Ubaidilah, 2018 
PENGARUH AFTER SALE SERVICE TERHADAP REPEAT PURCHASE INTENTION (Studi pada 
Pengguna Nissan di Facebook) 
Universitas Pendidikan Indonesia | repository.upi.edu | perpustakaan.upi.edu 
Tabel 4. 4Tanggapan Konsumen Nissan Di Facebook Terhadap Service 
Maintanace And Repair ......................................... Error! Bookmark not defined.  
Tabel 4. 5 Tanggapan Konsumen Nissan di Facebook Terhadap Guarantee.Error! 
Bookmark not defined.  
Tabel 4. 6Tanggapan Konsumen Nissan di Facebook Terhadap Sparepart ...Error! 
Bookmark not defined.  
Tabel 4. 7 Tanggapan Konsumen Nissan Terhadap Facility And Equipment Error! 
Bookmark not defined.  
Tabel 4. 8Rekapitulasi Tanggapan Konsumen Nissan di Facebook Mengenai After 
Sale Service ............................................................ Error! Bookmark not defined.  
Tabel 4. 9 Tanggapan Konsumen Nissan Terhadap Dimensi Kualitas  ..........Error! 
Bookmark not defined.  
Tabel 4. 10 Tanggapan Pelanggan Nissan Terhadap Dimensi Merek  ............Error! 
Bookmark not defined.  
Tabel 4. 11 Tanggapan Konsumen Nissan Terhadap Dimensi 
Kepuasan……….Error! Bookmark not defined.  
Tabel 4. 12Rekapitulasi Tanggapan Konsumen Nissan di Facebook Mengenai 
Repeat Purchase Intention  ..................................... Error! Bookmark not defined.  
Tabel 4. 13 Hasil Uji Normalitas ........................... Error! Bookmark not defined.  
Tabel 4. 14 Hasil Pengujian Titik Terpencil After Sale Service Terhadap Repeat 
Purchase Intention ................................................. Error! Bookmark not defined.  
Tabel 4. 15 Hasil Uji Linearitas ............................. Error! Bookmark not defined.  
Tabel 4. 16 Model Regresi Linear Sederhana After Sale Service Terhadap Repeat 
Purchase Intention ................................................. Error! Bookmark not defined.  
Tabel 4. 17 Koefisien Determinasi Dari After Sale ServiceTerhadap Repeat 
Purchase Intention ................................................. Error! Bookmark not defined.  
Tabel 4. 18 Hasil Uji T After Sale Service Terhadap Repeat Purchase Intention
................................................................................ Error! Bookmark not defined.  
 
 
 
 
DAFTAR GAMBAR 
 
Gambar 1. 12017 Indonesia Customer Service Index (Mass Market) Study ..Error! 
Bookmark not defined.  
Gambar 1. 2Top Brand Index Indonesia 2013-2016.............Error! Bookmark not 
defined.  
Gambar 1. 3 Rating Of Automobile Brand On The Index Of Repeat Purchase
................................................................................ Error! Bookmark not defined.  
Gambar 2. 1 Model 
Marketing…………………………………………………...Error! Bookmark 
not defined. 
Muhammad Rizki Ubaidilah, 2018 
PENGARUH AFTER SALE SERVICE TERHADAP REPEAT PURCHASE INTENTION (Studi pada 
Pengguna Nissan di Facebook) 
Universitas Pendidikan Indonesia | repository.upi.edu | perpustakaan.upi.edu 
Gambar 2. 2 Model Marketing Mix ....................... Error! Bookmark not defined.  
Gambar 2. 3 Model Augmenthed Product ............. Error! Bookmark not defined.  
Gambar 2. 4 Model After Sale Service................... Error! Bookmark not defined.  
Gambar 2. 5 Model After Sale Service................... Error! Bookmark not defined.  
Gambar 2. 6 Model After Sale Service................... Error! Bookmark not defined.  
Gambar 2. 7Model Repeat purchase Intention ...... Error! Bookmark not defined.  
Gambar 2. 8 Kerangka Pemikiran Pengaruh After Sale Service Terhadap Repeat 
Purchase Intention ................................................. Error! Bookmark not defined.  
Gambar 2. 9 Pradigma Penelitian Pengaruh After Sale Service Terhadap Repeat 
Purchase Intention ................................................. Error! Bookmark not defined.  
Gambar 3. 1 Model Diagram 
Pencar…………………………………………….Error! Bookmark not defined. 
Gambar 4. 1 Tabel Profil Konsumen Nissan Berdasarkan Asal 
Kota…………...Error! Bookmark not defined.  
Gambar 4. 2 Tabel Profil Konsumen Nissan Berdasarkan Tipe Mobil ..........Error! 
Bookmark not defined.  
Gambar 4. 3 Tabel Profil Konsumen Nissan berdasarkan Pengalaman Pembelian 
Ulang……………………………………………………………………………..E
rror! Bookmark not defined.  
Gambar 4. 4 Garis Kontinum Variabel After Sale Service ...Error! Bookmark not 
defined.  
Gambar 4. 5 Garis Kontinum Variabel Repeat Purchase Intention ...............Error! 
Bookmark not defined.  
Gambar 4. 6 Diagram Pencar ................................. Error! Bookmark not defined.  
 
 
 
 
 
7 
Muhammad Rizki Ubaidilah, 2018 
PENGARUH AFTER SALE SERVICE TERHADAP REPEAT PURCHASE INTENTION (Studi pada 
Pengguna Nissan di Facebook) 
Universitas Pendidikan Indonesia | repository.upi.edu | perpustakaan.upi.edu 
 
